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ABSTRACT:
This paper presents an analysis of quality, customer satisfaction and business in Bajaj Auto ltd. customer satisfaction is a
feeling of pleasure or dissatisfaction resulting from equating a products performance or outcome in relation to their
expectations. Any business has to listen to its external consumers and stakeholders. A number of readings have shown
that the long-term victory of a corporation is closely associated to its ability to create and maintain loyal and satisfied
customers. In general, satisfaction is a person’s feelings of liking or displeasurecausing from comparing a product’s
perceived performance [or outcome] in relation to expectations. If the performance is not up to expectation, then the
customer is unhappy. If the performance fulfils expectations, then the buyer or customer is satisfied.  This study inspects
the customer satisfaction level to the use of the Bajaj bikes. It aims to measure the customer satisfaction level.

KEYWORDS---Customer expectations, customer satisfaction, performance, success and customer satisfaction levels.

INTRODUCTION:
Marketing is the action, set of organizations, and processes for creating, communicating, interacting,
delivering and exchanging offerings that have value for clients, consumers, partners and society at large.
Marketing is the social path by which individuals and organizations obtain what they need and want, through
generating and exchanging value with others.

Customer satisfaction study is the method to monitor the satisfaction proportion of their people.

Satisfied customers, loyal customers, hard core loyal, potential customers are the four categories of customers.
Customers play an important role for the organization to success, so they are retained for long periods of time
and this happens when the customers are satisfied. Therefore customer satisfaction is necessary and it should
be playing a vital role in organisation success.

NEED FOR THE STUDY:
This research is done to know the mind-set of the customer, with the help of which the organizations will
become alert of their pitfalls or drawbacks and in turn can also make improvements in the product about the
level of satisfaction of the customers towards their offerings in the marketplace.

SCOPE OF THE STUDY:
The study helps in finding out the level of customer satisfaction of Bajaj Auto ltd customers.

The scope is confined only to examine the “Customer Satisfaction “with reference to Bajaj bikes” and to find
possible remedies to counteract and neutralize their competition.

The study helps to know the feedback and suggestions from the customers.
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OBJECTIVES OF THE STUDY:

 To understand the customer satisfaction level toward features and services offered by Bajaj auto ltd.
 To know about services which are provided by the company.
 To gain inputs form customers to improve customer satisfaction.
 To study and understand the areas which are need to be improved.

REVIEW OF LITERATURE:
a. In (2004) Schiffman and Kanuk defined consumer satisfaction as “The individual opinionof performance

of the product and service in respect to their expectations”.
b. Satisfaction has been generally defined by Vavra, T.G. (1997) as a satisfactory post-purchase involvement

with a product or service given an existing buying expectation.
c. Tse and Wilton in (1988) characterized “The client perception to the evaluation of perceived

inconsistency between their expectations and the actual presentation of the product or service as supposed
to be delivered after utilization”.

d. Howard and Shethin (1969) defined satisfaction as, “The buyer’s mental state of being effectively or
ineffectivelypleased for the sacrifices he has undergone”.

METHODOLOGY:
A research methodology is considered as the framework or plan for a study that guides as well as helps for the
data collection procedures. These procedures may be of conducting interviews, collection of views and
opinions through questionnaires, and collecting post purchase reviews to estimate the satisfaction level of
customers.

PRIMARY DATA: The primary data is the collection of information and facts which is directly collected
from the customers of Bajaj auto ltd through questionnaires.

SECONDARY DATA: The secondary data is collected from other source it may be from literatures, books,
business magazines, newspapers, company forums and other online sites.

HYPOTHESIS:
H0: There is no relation between services and features to customer satisfaction.

H1: There is a relation between services and features to customer satisfaction.

RESEARCH TOOLS:
The tool used here to identify the satisfaction of Bajaj automobiles customers with the help of structured
questionnaires. These questionnaires are prepared to get necessary and required information from respondents
to predict the satisfaction level through this survey.

STATISTICAL METHODS USED:
Percentage analysis

Bars and chart diagrams

STATISTICAL TOOLS USED:
The statistical tool used for this study is T – test.
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SAMPLING METHODOLOGY:
A) Research approach: Survey method
B) Research instrument: Questionnaire
C) Contact method: Personal contact
D) Sampling unit: Customers of Bajaj auto ltd(bikes).
E) Sample size: 100

SAMPLE SIZE:
The sample taken to carry out this study is 100 customers of “Bajaj auto ltd” who purchased and are using
Bajaj bikes.

RESULTS AND INTERPRETATION:
1. what made you to buy this vehicle

Sno Features No of respondents Percentage

1 Model 23 23

2 Features 25 13

3 Quality 24 21

4 Brand name 29 29

5 Other benefits 09 14

Total 100 100

INTERPRETATION:From the above table it is observed that 29% bought the Bajaj vehicles on the brand
name, 23 of them bought because of the different models available, 25 bought them because of the features,
24 of them bought them because of the quality and 9 of them for some other reasons and benefits in the
sample of 100 respondents.

2. Are you satisfied about the explanation of benefit, features, warranty of the vehicle and the financial
schemes and the delivery procedure ate the time of purchase?
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Sno Features No of respondents Percentage

1 Delighted 4 4

2 Very satisfied 27 27

3 Satisfied 45 45

4 Somewhat
dissatisfied

12 12

5 Very dissatisfied 0 0

6 No response 12 12

total 100 100

INTERPRETATION:From the above table of 100 respondents 45 peoples are satisfied about the features,
warranty of the vehicles, 27 of them are delighted about the features and warranty, 12 people are somewhat
dissatisfied. 12 of them didn’t give any response.
3. Are you satisfied with facilities of the service station like customer waiting room etc.,

Sno Features No of respondents Percentage

1 Delighted 13 13

2 Very satisfied 30 30

3 Satisfied 51 51

4 Somewhat
dissatisfied

4 4

5 Very dissatisfied 2 2

total 100 100
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INTERPRETATION: From the above table of 100 respondents 13 are delighted about the seating
arrangements etc., 30 are very satisfied, 51 are satisfied, 4 of them are somewhat dissatisfied and 2 of them are
completely dissatisfied.

4.  Are you satisfied with the solutions given for the problems reported by you?

Sno Features No of respondents Percentage

1 Delighted 6 6

2 Very satisfied 40 40

3 Satisfied 34 34

4 Somewhat dissatisfied 16 16

5 Very dissatisfied 4 4

total 100 100

INTERPRETATION: From the above table of 100 respondents 6 are delighted the way in which their
problems are solved, 40 are very satisfied, 34 are satisfied, 16 of them are somewhat dissatisfied and 4 of
them are very dissatisfied.

5. Are you satisfied with the delivery made i.e., is the delivery made in time as per the conditions desired by
you from service station.

Sno Features No of respondents Percentage

1 Delighted 10 10

2 Very satisfied 33 33

3 Satisfied 34 34

4 Somewhat dissatisfied 19 19

5 Very dissatisfied 4 4

total 100 100
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INTERPRETATION: from the above table of 100 respondents 10 are delighted with the delivery
procedures, 33 of them are very satisfied, 34 are satisfied, 19 are somewhat dissatisfied and 4 are very
dissatisfied about the delivery system.

6. Are you receiving our service reminders regularly?

s.no Features No. of respondents Percentage

1 Yes 56 56

2 No 44 44

Total 100 100

INTERPRETATION: From the above table of 100 respondents 56 of the respondents agreed about getting
service reminders regularly and 44 said no they are not receiving any reminders.

7. Are you satisfied with the fuel efficiency of the Bajaj bikes?

s.no Features No. of respondents Percentage

1 Yes 65 65

2 No 35 35

Total 100 100
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INTERPRETATION: from the above table of 100 respondents 65 appreciated the fuel efficiency of the Bajaj
bikes and rest 35 of them are not satisfied about the fuel efficiency.

8. Are you satisfied with the overall services offered related to Bajaj bikes?

s.no Features No. of respondents Percentage

1 Yes 66 66

2 No 34 34

Total 100 100

INTERPRETATION: from the above table of 100 respondents 66 respondents of Bajaj bikes mentioned that
they are satisfies of the services offered related by Bajaj bikes, and the rest 34 are not satisfied by the overall
services offered related to Bajaj bikes.

9. Did you convinced with the overall features of Bajaj bikes?

s.no Features No. of respondents Percentage

1 Yes 71 78

2 No 29 28

Total 100 100
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INTERPRETATION: from the above table of 100 respondents 71 of the respondents are satisfied by the
overall features of the Bajaj bikes and the rest 29 of the respondents mentioned that they are not satisfied by
the overall features of Bajaj bikes.

HYPOTHESIS TESTING:

Hypothesis testing Features Services Total

Yes 72 65 138

No 28 35 62

Total 100 100 200

T TEST

t-Test: Paired Two Sample for Means

Variable 1 Variable 2

Mean 68.5 31.5

Variance 24.5 24.5

Observations 2 2

Pearson Correlation -1

Hypothesized Mean Difference 0

Df 1

t Stat 5.285714

P(T<=t) one-tail 0.059517

t Critical one-tail 6.313752

P(T<=t) two-tail 0.119035

t Critical two-tail 12.7062
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T stat is less than the value of t critical. So H0 is proved.

FINDINGS:
2. Most of the customers are satisfied by the features of Bajaj bikes.
3. Most of the customers choose Bajaj bikes because of features, quality and brand name.
4. Some areas of services need to be improved and the complaints need to be effectively managed without

any further faults.
5. The service quality should be improved.
6. Bajaj should come up with more variety of models with better features.
7. The fuel efficiency of Bajaj bikes should be improved more.
8. Bajaj is doing well in the market but it should become top from the competitors in the market.

CONCLUSION:
The overall performance of the services in workshop is satisfactory to many of the customers. Nothing is
perfect in this world even the top position organisation are also having some faults. So, we need to rectify our
faults, problems and threats and we should come up with better ideas, efficient problem solving skills,
effective services and better features to customers.

REFERENCES:

 www.marketing.org
 www.bajajauto.com
 Marketing management(Philip kotler)


